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Abstract:      

Every day, vast amounts of data are generated within economic institutions due to technological 

advancements and their diverse applications. This data has become significantly important in the digital 

age, playing a crucial role in decision-making, shaping the future direction of institutions, and providing 

managers with a comprehensive understanding of their organizations' status. 

In this context, this research paper aims to examine the role of big data analytics in enhancing financial 

services, thereby contributing to the development of how banking and financial institutions manage their 

operations. To ensure the study's practical relevance, HSBC Bank has been chosen as a case study. 

This research paper has yielded several key findings. Notably, HSBC's analysis of its big data has 

facilitated a deeper understanding of customer behavior and market trends. This has enabled the bank 

to enhance its service delivery by tailoring offers and products to meet individual customer needs. 

Additionally, advanced data analytics have improved the bank's risk management and financial security 

by identifying potential risks and fraud. 

Keywords: big data; financial services; customer experience; risk management. 

JEL Classification Codes: C55,G20,M15, G01. 

إلى كشفففففففل لاتر لبيانا البيبيرنا التحبين  لخ لافففففففة اممد بنا ا بليةو رب لأافففففففتي  لخ ر ولأ  ا  فففففففبلي  ال  ردلأ   ب الورقة البحثية  دف هذه  ته: ملخص
 البرلأ بني ا تعدلا الجنايبنا كدرا ة لجل الوصول إلى نتبئج يمتحن رعميمتيب. HSBCتم اختيبر بنك  ا بلية أنش تتيب.ا ص فية ت ا ؤ ابنا 

فتيمًب أعمق  له لأتيح بينبره التبريخيةتحبيل كميبنا كبين   ن ب HSBCإن قيبم بنك : أهمتيبنتبئج هذه الورقة البحثية إلى مجموعة  ن ال لخ النتيبلأة روصبت
بالإضبفة إلى    والف لالأة  بائنهز عن ط لأق تخصيص الع تض تا نتجبنا تفقًب لاحتيبجبنا    خد برهلاة رقديم  لببنك  يمتحن  كمب    زبائنه لخ ا اتقبلو لابوك  

 .ذلكو رتيح لبيانا البيبيرنا ا تقد ة لاة إلاار  ا خبط  تا  بن ا بلي  ن خال اكتشبف ا خبط  المحتمبة تالاحتيبل
 .ا خبط البيبيرنا التحبين ؛ اممد بنا ا بلية؛ تج بة العماء؛ إلاار  كلمات مفتاحية: 

 .  JEL  :C55، G20، M15،G01 اتتصنيف
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 INTRODUCTION  

             The banking and financial services industry has embraced Big Data analytics, 

revolutionizing operations and competition. This technology enables institutions to gain 

valuable insights, make informed decisions, and strengthen cyber defenses. It plays a critical 

role in shaping growth and security by enabling strategic growth, customer insights, risk 

mitigation, fraud detection, and cyber defense. 

Customer knowledge is crucial for success in today's data-rich world. Big Data analytics 

allows institutions to analyze vast amounts of customer data, personalize services, offer tailored 

product recommendations, and improve satisfaction and loyalty. 

Big data analytics also offers real-time monitoring and analysis of transactions to detect 

anomalies and potential fraud, as well as strengthening cyber defenses. Despite challenges such 

as privacy concerns and cybersecurity risks, successful case studies have demonstrated the 

potential benefits of leveraging big data in finance. 

Based on the above, we pose the following question: How can big data analytics improve 

financial services, particularly at HSBC bank? To answer the main question, we present a 

set of sub-questions that we will address in this research paper: 

What do we mean by big data and financial services? 

How is big data analytics used in risk management and enhancing customer experience at 

HSBC? 

Study Objectives: 

Big data analytics has imposed itself on all activities of institutions producing goods or 

services due to its specific benefits in decision-making processes. Therefore, this study aims to 

uncover the role of big data in the development of financial services in commercial banks, 

especially in the case of the British bank HSBC, which faced various financial risks before 

adopting big data analytics. 

Previous Studies 

This study is a continuation of numerous research projects that have explored the topic of 

big data and its relationship with financial transactions. While it is necessary to mention some 

previous studies, they can be categorized based on citation in the following table: 

Table.1. Previous Studies in big data and finance services 

Rank Authors Title Citation Year 

1 H Hassani, X Huang Banking with blockchain-ed big 

data 

296 2018 

The study discussed the impact of big data resulting from blockchain technology on data 

analytics in the future, highlighting the increasing importance of filtering and signal 

extraction in the banking industry. Ultimately, the study found evidence that some banks have 

adopted blockchain technology in isolation or in small groups. There is a need for extensive 

research and development across various aspects of blockchain technology in the banking 

sector to overcome the challenges hindering its widespread adoption in the global banking 

industry. 
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2 S. Cockcroft, M 

Russell 

Big data opportunities for 

accounting and finance practice 

and research 

249 2018 

The study aimed to provide an overview of academic research on big data in information 

systems, accounting, and finance, shedding light on future research areas in accounting and 

finance. The research question addressed in this work was: What are the major themes in 

current research on big data, and where do the resulting gaps appear in the literature of 

accounting and finance? In conclusion, the study found that increased research in these areas 

would lead to improvements in industry practices and open up avenues for interdisciplinary 

research . 

3 MM Hasan, J Popp, J 

Oláh 

Current landscape and influence 

of big data on finance 

215 2020 

This research aimed to present the current landscape of financial dealings with big data, 

and also to demonstrate how big data influences various financial sectors, specifically its 

impact on financial markets, financial institutions, the relationship with online finance, 

financial management, online credit service companies, fraud detection, risk analysis, 

financial application management, and so forth. An exploratory literature review of 

secondary data sources revealed the connection between big data and components related to 

finance. Since big data in the financial field is a relatively new concept, future research 

directions were identified at the end of this study. 

4 N. Kshetri Big data's role in expanding 

access to financial services in 

China 

 173  2016 

 This study aimed to generate insights that help organizations enhance their dynamic 

capabilities, which in turn positively impact marketing and technological capabilities. Using 

partial least squares structural equation modeling, survey data were collected from 202 chief 

information officers and IT managers in Norwegian companies. The results showed that 

robust big data analytics capabilities can help companies build a competitive advantage. This 

effect is not direct but is fully mediated by dynamic capabilities, which have a significant and 

positive influence on two types of operational capabilities: marketing and technological 

capabilities. The findings suggest that information systems researchers should look beyond 

the direct effects of big data investments and focus on how big data analytics capabilities can 

be leveraged to support and enhance organizational capabilities. 

 

1. Literature Review 

1.1. Definition of Big Data 

Data is defined as a collection of letters, words, numbers, symbols, or images related to a 

particular subject. It is a collection of raw materials that cannot be used in its original form but 

can be if it is analyzed (Djamel El Aissa, 2014). However, big data is not like normal traditional 

data. The size of data is considered a very important factor for big data. 

Big data refers to a large, massive, complex amount of data sets that include 

heterogeneous formats: structured, unstructured, and semi-structured data sets  (Oussous et al., 
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2018). Big data is a collection of massive, complex, and rapidly growing datasets that require 

new approaches to processing and analysis to extract meaningful information. Big data 

analytics uses advanced computing techniques to identify patterns, trends, and repetitions in the 

data  (The International Telecommunication Union (ITU) , 2021). Additionally, big data can be 

characterized by 6Vs: Volume, Velocity, Variety, Veracity, Visualization, and Value. Volume 

refers to the massive amount of data being generated, while velocity is the rate at which this 

data is produced, transmitted, and processed. Variety encompasses the diverse and 

heterogeneous nature of these data flows, and veracity refers to the accuracy and reliability of 

the data. Visualization and value are also key aspects of this data (Belhadi & al., 2023). These 

definitions contain many terms that must be clarified: 

- Big data: A set of data that is too large, too fast, or too diverse to be processed using 

traditional methods  (ESAYED, 2021). 

-  Digitization: The process of converting information into a digital format, such as numbers, 

letters, and symbols  (ECONOB, s.d.). 

- Traditional data processing techniques: Techniques used to process traditional data, such as 

financial and administrative data  (Valchanov, 2023). 

-  Big data analytics: A collection of methods and techniques used to analyze big data  (López, 

2014).  

 

1.2. Definition of Financial Services 

The concept of financial services is not significantly different from the general concept 

of services. Financial banking services are services provided by banks to their clients, including 

deposit, credit, and investment services. Some categorize banking financial services into 

traditional financial services and innovative financial services (Hamid Abou Zaid, 1998)  

In another definition, banking financial services are considered an activity and a benefit or 

performance of a financial nature provided by one party to another. It is subject to political 

laws, regulations, and systems (EL Bakri, 2009). These definitions indicate that banking 

financial services are diverse and distinct, subject to continuous change due to global 

developments in the banking industry and the expansion of technological means in providing 

banking services. Banking financial services have several characteristics: 

Similarity of Services: The financial services offered by any bank are similar to those of 

other banks, creating difficulties for customers in distinguishing between services. 

Multiplicity and Diversity of Services: Each bank offers a range of services, each with its 

characteristics. Each service caters to specific customer needs, requiring bank employees to 

make efforts to understand customer segments to meet their desires in terms of time, place, 

price, and required quality. 

Impact of Loss: The loss of a bank in one of its operations can create fear among 

customers and lead them to switch to another bank. This may tarnish the bank's image and 

diminish customer trust (Mclver & Naylor, 1998) 
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2. Importance of Big Data Analytics in Financial Services 

2.1. Understanding customer behavior and market trends 

Big data analytics is crucial for the banking and financial services sector, providing 

valuable insights into customer behavior and market trends. This allows banks to understand 

customer demands better and make more informed decisions, leading to more swift and 

effective responses to market needs. The use of big data analytics also enables personalized 

solutions for clients, resulting in improved customer satisfaction and more targeted marketing 

campaigns. Additionally, it facilitates algorithmic trading systems and boosts cybersecurity 

measures by identifying fraud and preventing malicious actions (N-iX, 2023) .  

 Fig.1. Application of big data in finance 

 
source: (N-iX, 2023) 

2.2. Customization of offerings and products 

In the realm of banking and financial services, big data analytics plays a critical role in 

tailoring offerings and products. Through the utilization of extensive datasets, financial 

institutions can gather insights into customer behavior and market trends, paving the way for 

the creation of more personalized solutions ( Shalimov, 2023) . Big data analytics also 

empowers banks to comprehend customer preferences and requirements, laying the 

groundwork for customized services across all platforms. This high level of personalization not 

only enriches the overall customer experience but also results in heightened client satisfaction. 

Furthermore, big data analytics in banking streamlines the development of algorithmic trading 

systems, enabling faster and more consistent trading decisions than those made by human 

traders. This not only benefits customers but also bolsters the bank's profitability. 

Additionally, big data analytics plays a crucial role in bolstering risk management within 

financial institutions. It assists in identifying and thwarting potential risks and fraud by 

employing intelligent algorithms to detect anomalies or security breaches. This contributes to 

enhancing financial security measures and safeguarding customer assets ( Boiko , 2023) . 
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3. Improving Service Delivery through Big Data Analytics 

3.1. Personalization of products and services 

Customizing banking products and services is vital for improving client satisfaction and loyalty. 

The use of big data analytics allows banks to gain in-depth insights into customer behaviors, 

preferences, and needs, which in turn enables the development of personalized financial 

offerings. By harnessing data analytics, banks can pinpoint profitable customer segments, 

understand customer lifetime value, and optimize marketing efforts to cater to individual needs. 

Moreover, predictive analytics assists in tailoring products and services to meet specific 

customer requirements, ultimately enhancing the overall customer experience (Finworks, 

2023).  

Big data facilitates quicker credit risk assessments and checks on potential credit risks, 

resulting in speedier responses to loan applications. It also aids in identifying and preventing 

fraudulent transactions by monitoring suspicious activities and bolstering the security of 

investments and privacy of customer accounts. With the help of big data, banks can anticipate 

customers' financial objectives and create tailored offers that align with their needs. Using 

advanced analytics and cutting-edge technologies such as artificial intelligence enables banks 

to personalize interactions across all channels and craft relevant offers that cater to individual 

preferences (emergingindiagroup, 2023). 

On this basis, it can be said big data analytics empowers banks to meet customer expectations 

by providing convenient solutions, personalized advice, timely information, and relevant 

products and services.  

3.2. Enhancing customer experience 

Big data analytics is essential for elevating customer satisfaction and loyalty in the 

banking and financial services industry. Utilizing big data enables financial institutions to gain 

profound understanding of customer behaviors, preferences, and needs. This facilitates the 

customization of financial products and services, ultimately resulting in enhanced customer 

satisfaction and loyalty. Moreover, big data-powered chatbots and virtual assistants offer 

personalized assistance to customers, further enriching the overall customer service experience 

(Hussein & Prieto, 2016) . 

Additionally, banks can utilize big data analytics to identify potential loan applicants and 

provide them with tailored loan products based on their credit scores and financial situation. 

This not only enhances the customer experience but also boosts customer satisfaction. The use 

of big data analytics also leads to increased efficiency in operations within the banking sector, 

ultimately leading to a more streamlined and effective service delivery process. 

big data analytics plays a pivotal role in enhancing customer experience within the banking 

and financial services sector by offering personalized products and services based on deep 

insights into customer behavior, preferences, and needs. This approach cultivates improved 

levels of customer satisfaction and loyalty for financial institutions.  
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4. Enhancing Risk Management with Big Data Analytics 

4.1. Detection and prevention of potential risks and fraud 

The role of big data analytics in the banking sector is pivotal when it comes to identifying 

and preventing potential risks and fraud. Through the utilization of big data, banks have the 

ability to analyze customer transaction history, social media activity, and demographic data in 

order to detect any unusual patterns or anomalies that may be indicative of fraudulent activities. 

This proactive approach allows financial institutions to take necessary measures to prevent 

fraud before any irreparable damage is done. Additionally, big data analytics provides real-time 

monitoring of transactions, which significantly enhances the security of investments and the 

privacy of customer accounts (Morshadul Hasan & Popp, 2020) . 

Furthermore, predictive analytics are instrumental in assessing credit risks and identifying 

possible fraudulent transactions, ultimately allowing for timely interventions. In addition, big 

data contributes to regulatory compliance by offering tools for data governance, audit trails, 

and reporting (Zubenko, 2023) . 

By leveraging big data analytics in finance services, banking and financial institutions can 

ensure that their decision-making processes are driven by data, leading to multiple benefits such 

as improved accuracy, reduced bias, and minimized risk. 

4.2. Improving financial security measures 

Enhancing financial security measures in the banking and finance sector is essential to 

guarantee the protection of customer data and transactions. Big data analytics plays a pivotal 

role in bolstering financial security by providing immediate insights into potential risks and 

fraud. Through the analysis of vast amounts of data, financial institutions can identify and 

prevent cybersecurity threats, as well as detect any irregularities or breaches that could 

jeopardize customer information security. 

Moreover, big data analytics empowers banks to enhance their risk management capabilities 

and uphold regulatory compliance, thereby ensuring that security measures align with industry 

standards and best practices. Additionally, big data analytics facilitates the development of 

advanced security systems to combat increasingly sophisticated cyberattacks and fraudulent 

activities. By leveraging predictive analytics and machine learning, financial institutions can 

improve their fraud detection abilities, reduce operational risks, and meet compliance 

requirements more effectively. This proactive approach to financial security not only 

safeguards customer assets but also enhances overall trust and loyalty towards banking services.  

(Banerjee, 2021)  

5. Role of Big Data Analytics in Fostering Innovation 

5.1. Development of personalized products and services 

The banking landscape is being transformed by the use of big data analytics, leading to 

personalized products and services that enhance customer satisfaction and loyalty. By 

harnessing big data, banks can gain deeper insights into customer preferences and needs, 

allowing for customized discounts, products, and services. Big data also expedites credit risk 

evaluations and provides insights into customer interaction preferences. Additionally, advanced 

analytics and technologies help detect and prevent fraudulent transactions, enhancing security 
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measures for customer accounts. 

The development of personalized products and services through big data analytics 

presents a significant opportunity for banks to distinguish themselves in the market. It enables 

more informed decision-making based on analysis of customer behavior and leads to innovative 

offerings that address specific financial needs. As technology continues to advance, the role of 

big data in driving innovation within the financial sector will continue to expand, creating new 

opportunities for improved service delivery and sustainable growth. (Nobanee & al., 2021) 

5.2. Advancements in technology and processes within the financial sector 

The banking industry has been greatly impacted by big data analytics, leading to 

technological advancements and improved processes. Financial institutions can now use vast 

amounts of data to create new revenue streams, cut costs, and enhance efficiency through AI-

driven decision-making and machine learning algorithms. This has resulted in better customer 

service and satisfaction, as well as a more personalized and interactive customer experience. 

(Horton International, 2023) 

Blockchain technology has also enhanced security for storing and accessing data, 

particularly in financial transactions. Real-time analytics is crucial for immediate decision-

making, especially in areas like fraud detection. Open banking is gaining momentum, allowing 

for more seamless and integrated services for customers through third-party developers creating 

applications around financial institutions. 

Big data analytics has also led to banks becoming more socially responsible and compliant with 

regulations. Overall, big data analytics has transformed the financial sector by offering 

numerous opportunities for innovation and improvement, driving banks to utilize big data to 

create products from their vast data assets as technology continues to evolve. (Papactis, 2020)     

6. Challenges and Limitations of Implementing Big Data Analytics in Financial Services 

6.1. Privacy concerns 

 Despite the opportunities presented by big data analytics for banks to enhance service 

quality, increase profitability, and improve customer satisfaction, it also comes with inherent 

risks. The field of big data analytics raises concerns regarding data privacy and cybersecurity 

threats (Morshadul et al., 2023). Therefore, financial institutions must establish robust data 

governance protocols, adhere to privacy laws, and mitigate cyber threats and security 

breaches. These measures are crucial for harnessing the potential of big data analytics while 

preserving customer trust (FM Contributors, 2023). 

Financial institutions encounter not only security and privacy challenges but also 

operational shifts, market dynamics, decision-making risks, a shortage of skilled data analysts, 

and high costs associated with managing and implementing big data technology. Despite 

offering opportunities for business expansion and enhanced customer services, addressing these 

challenges is imperative. 

6.2. Cybersecurity risks 

Big data analytics has brought numerous advantages to the financial services industry, 

but it also presents cybersecurity challenges. Financial institutions handle vast amounts of 

sensitive personal and financial data, making data privacy and security a top priority. Adhering 
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to strict data governance procedures and laws is crucial to protect this information from 

unauthorized access or breaches. The potential for irregular transactions or security breaches 

highlights the need for strong authentication mechanisms, encryption, and timely detection and 

response protocols. Maintaining robust cybersecurity practices is essential for preserving 

consumer trust and protecting sensitive financial transactions. Despite the challenges, 

prioritizing cybersecurity measures is necessary to mitigate risks and continue benefiting from 

big data analytics while ensuring the protection of customer information. (Imperva, 2024). 

7. Case study of HSBC bank 

7.1. Reasons for Selecting HSBC Bank 

Selecting HSBC Bank as a case study allows researchers to understand how big data 

analytics can be applied to enhance services in the banking and financial sector, providing 

valuable insights and guidelines for the future. This selection is based on several reasons: 

-Volume of Data: HSBC Bank handles vast amounts of data due to its extensive global 

banking operations and large network of customers and branches. This makes it an ideal 

example for studying the use of big data analytics in managing and analyzing large datasets. 

-Diversity of Data: HSBC Bank deals with a wide range of data, including customer 

information, financial transactions, transfers, and interactions across various channels such as 

branches, websites, mobile phones, and social media. 

- Risk Management: Operating in multiple markets and different regulatory 

environments, HSBC Bank faces numerous risks. Studying how it manages these risks 

through data analytics can provide valuable insights into avoiding threats in complex 

environments. 

- Digital Transformation History: HSBC Bank has a long history of digital 

transformation and utilizing technology to improve financial services. Examining its use of big 

data analytics can uncover best practices and challenges in this area. 

7.1. Descriptive Card for the Bank 

HSBC, established in 1865 in Hong Kong, is a leading global bank operating across more 

than 60 countries and territories. Known as "The Hongkong and Shanghai Banking 

Corporation," HSBC offers a diverse range of financial services to individuals, businesses, and 

institutions worldwide.  With its extensive network of branches and subsidiaries, HSBC 

provides commercial and personal banking, wealth management, investment, and real estate 

services. It is also a significant player in global financial markets, including currencies, 

commodities, stocks, and bonds.  Renowned for its international presence and robust reputation 

in banking and finance, HSBC stands as a major player in the global financial landscape. 

For more information, we present the following table. 

Table.2. Brief information about HSBC bank 

 

referen
ce 

Description Element 

https://e
n.wikip
edia.org
/wiki/H
SBC 

The Hongkong and Shanghai Banking Corporation HCBC 
Sir Thomas Sutherland (1834-1922)  Founder 
March1865, opened its doors for business in Hong Kong, helping to 
finance trade between Europe and Asia. 

Year and 
place 
founded 
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Logo 

London HQ location with operations in 66 countries and territories. Geographic
al presence 
 

https://
dcf.fm/
ar/blogs
/blog/hs
bc-bcg-
matrix 

US$ 50.8 billion (2023) Revenue 
US$ 12.6 billion (2023) Operating 

income  
 226.000 (2023)  Number of 

employees 
40 million (2023) Number of 

consumers 
Hscb.com Web site 
65 Countries and territories across Europe, Asia, North and Latin 
America, and the Middle East and North Africa.  

Global 
Presence  

(HSBC 
Holdin
gs plc) 

Wealth and Personal Banking, Commercial Banking and Global Banking 
and Market 

Activities 

Asset management, Banking, Commodities, Credit cards, Equities 
trading, Insurance, Investment banking, Investment management 
Mortgage loans, Mutual funds, Private equity 
Securities services, Risk management and Wealth management 

products 

 

Stakeholder
s 

Valuing difference (seeking different perspectives), succeeding together 
(collaborating across boundaries), taking responsibility (taking 
responsibility and taking a long-term view) and getting it done (moving 
at pace and making things happen). 

values 

Continue to develop excellence in banking transactions. It is classified 
among the five largest global debt financing companies. Improving its 
rating in Social Responsibility (ESG) indicators. Striving to double the 
market share and enhance survival in its core markets. 

Objectifs  

https://
dcf.fm/
blogs/bl
og/hsbc
-swot-
analysis 

Strengths: HSBC is a strong global bank with a global presence, a solid 
financial foundation, a diverse product and service portfolio, a recognized 
brand, and strategic partnerships with other financial institutions and 
businesses. 

Strengths 
and 
Weaknesses 

Weaknesses: HSBC faces a number of challenges, including regulatory 
hurdles, reputational damage and compliance issues, economic and 
political risks, high operating expenses, and legacy systems that could 
hinder its ability to innovate and adapt. 

Opportunities: Expand in emerging markets (Middle East, Asia), digital 
transformation, strategic acquisitions, sustainable finance, organizational 
changes for reputation and customer trust. 

Opportuniti
es 
And Threats  

Threats: the bank's performance is threatened by a complex web of 
challenges, including regulatory, competitive, economic, and 
cybersecurity risks. These challenges are constantly evolving, and the 
bank must be agile and innovative to succeed. 

 Data management, data curation and analysis, 
investigation capabilities, entity resolution, link analysis, 
model management, and the creation of global detection 
scenarios. 

Relevant 
technologie
s and 
vendors  

 
Source: Prepared by researchers 
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7.2. Big Data Analytics Uses and its Role in Improving HSBC Bank Services: 

7.2.1. Risk Management: 

HSBC bank, like all banks, plays a crucial role in detecting and preventing financial risks 

as protectors of the financial system. This task is not easy, and inefficient operations can slow 

down dispute resolution departments and increase costs. Traditional transaction monitoring 

systems are major consumers of data in any bank, but they are not designed to extract 

information from big data analytics.  

Traditional detection systems face several challenges, including (Global Finance, HSBC 

Holdings plc, 2023): 

  - Finding hidden risks: Financial risks are often complex and multi-sourced, requiring 

advanced data analysis to track hidden links among fraudulent groups. 

  - Utilizing diverse data sources: Valuable data related to financial activities is stored in 

separate sources, making it challenging for traditional detection systems to connect the dots and 

discover suspicious movements. 

  - Adapting to evolving fraud methods: Fraudsters constantly evolve their methods to avoid 

detection, requiring flexible detection systems capable of adapting to changing threats. 

Financial Risks Faced by HSBC: 

- In 2012, the bank agreed to pay $1.92 billion to settle money laundering charges across its 

global branches (BBC , 2013) 

- In 2019, the bank paid $341 million to settle charges of violating sanctions on Iran, Syria, and 

North Korea  (Black hairist, 2022).      

- In 2020, HSBC admitted to committing fraud against its customers by selling deceptive 

financial products, leading to a $150 million settlement (Hespress Journal, 2015)  

These crimes damaged the bank's reputation, seen as one of its most valuable assets. 

The executive «Stephen Green» described the attack as ‘’irresponsible’’, attributing the bank's 

weaknesses in traditional ineffective control systems to these crimes. Therefore, HSBC took 

several steps to enhance its capabilities in combating financial risks. 

In 2018, HSBC launched a platform dedicated to global social network analytics (GSNA), 

linked to the Quantexa network specializing in big data analytics in the financial sector. The 

statistics for the first quarter of 2023 indicate that the platform processed 1 trillion (106)data 

points, involving 640 innovators worldwide. The platform operates in 14 Office locations 

worldwide and has generated revenues of 1.8 billion dollars, with annual revenue growth 

reaching100% since 2021 (Quantexa, s.d.)  

The platform detects financial crimes through advanced analytics and artificial 

intelligence, identifying potential money laundering, fraudulent transactions, or even funding 

for hostile groups accurately and quickly. This enables financial institutions to make sound 

decisions and effectively mitigate risks (Faster Capital, 2023).  

HSBC benefited from GSNA analytics in: 

- Combating financial crimes: Through big data analytics from global social networks, HSBC 

accurately identified criminal activities threatening it, not possible even with current financial 

technology. 

- Enhancing investigation efficiency: The GSNA platform empowered HSBC investigators to 

quickly and accurately communicate with vast global networks to combat financial crimes 

threatening the financial system (McGowan, 2019). 
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Fig.2.  Solutions Provided by Quantexa Platform in Detecting Financial Risks for HSBC 

Bank 

 
 

Source: (McGowan, 2019) 

 This figure shows the open architecture of Quantexa's platform, where interconnected 

components extract meaningful information from large datasets, enabling better decision-

making around potential financial risks. 

7.2.2. Enhancing Customer Experience 

In highly competitive markets, customer experience has become a pivotal factor for 

differentiation. It encompasses every interaction a customer has with a company, spanning from 

the initial point of contact to post-purchase stages. Research indicates that customers are not 

only willing to pay a premium for an improved experience but are also more likely to develop 

loyalty towards a brand consistently delivering exceptional service. 

The direct impact of customer experience on customer loyalty is a primary driver of its 

significance. A positive experience with a company tends to foster continued engagement, while 

a negative experience may lead to customer attrition and potential damage to the company's 

reputation. 

Given the indistinguishable nature of banking services, customer experience has emerged as a 

fundamental element for organizations to stand out from their competitors. HSBC, within this 

framework, perceives its services as not only financial but also part of a comprehensive lifestyle 
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approach (HSBC, s.d.)  .Responding to customer preferences, the bank provides a diverse array 

of products, including personal financial services such as current and savings accounts, credit 

cards, personal loans, and mortgages. In wealth management, HSBC offers investment 

products, insurance services, and retirement planning. Commercial banking services cater to 

both large and small enterprises, offering business accounts, commercial financing, cash 

management, and commercial lending. Additionally, the bank provides specialized services for 

high-net-worth individuals  (Discounted cach flow, s.d.) . 

For HSBC, prioritizing customer service is evident. «James Bakerton» the Customer 

Relations Manager at the bank, emphasizes the significant role of data in supporting all aspects 

of the bank's operations. Today, the bank utilizes big data to understand customer behaviors, 

transaction histories, work patterns, and locations. What sets the bank apart is its use of artificial 

intelligence tools to develop clearer insights for its customers. The bank believes that involving 

customers in product development means engaging them, rather than simply delivering a 

product to them. This empowerment is based on providing bank employees with insights that 

enable them to convey to customers, "We understand your strategy, needs, and expectations; 

we understand your goals"  (Moon, s.d.). 

Utilizing the rich dataset owned by HSBC to generate information can assist customer 

relationship managers in anticipating their clients' needs before the clients themselves are aware 

of them. This necessitates addressing their strategic requirements and demonstrating an 

understanding of their business strategies. Throughout the evolution of banking services, 

relationships and a deeper comprehension of customers have always been facilitated by insights 

derived from big data analytics. 

 Conclusion 

The integration of big data analytics in the financial services industry has revolutionized 

the sector, offering advantages such as streamlined operations, enhanced customer experiences, 

improved risk management, and innovation. It provides insights into risk patterns, emerging 

trends, fraudulent behaviors, and customer needs, resulting in personalized recommendations 

and products. Big data also allows banks to identify market trends and consumer preferences, 

optimize internal operations, and maintain competitiveness. However, privacy concerns and 

cybersecurity risks must be managed to safeguard sensitive customer information and uphold 

trust. Financial institutions need to invest in infrastructure, skills, and tools to fully capitalize 

on the potential of big data analytics, revolutionizing processes and delivering a more 

compelling value proposition to customers. The future of finance relies on data as the 

cornerstone of decision-making processes, promising a more efficient, secure, and customer-

focused industry. 

 Recommendations for Financial Institutions to Leverage the Power of Big Data Analytics 

Financial institutions can benefit from big data analytics by investing in technology, 

skilled personnel, and data management. Analyzing customer behavior and market trends 

allows banks to create personalized products and services, improving customer experience and 

loyalty. Personalization of offerings through big data analytics leads to better revenue 

generation. Enhanced risk management is also possible through advanced data analytics, 

reducing losses and ensuring financial stability. Lastly, fostering innovation through big data 

analytics helps banks stay competitive by uncovering new product and service opportunities. 
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Embracing big data analytics as a strategic asset can optimize operations, enhance customer 

experience, manage risks effectively, and drive innovation within the industry.  
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